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This is a summary of North Wales Housing’s 
(NWH) Self-evaluation for 2020-21, looking 
back at the year and what we have achieved.

The Covid restrictions during the whole 
year have presented many challenges for 
our people, residents and Board at NWH. 
We have continued to achieve many of our 
Corporate Plan objectives and strive for 
improvements at the same time as handling 
the additional challenges form the restrictions.

With the help of residents, service users, 
staff, the Board and key partners, we have 
developed this Self-evaluation to highlight 
some of the work we have done.
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Two of our Corporate Plan strategic objectives relate to service 
delivery. They are to provide the right services for our customers 
ensuring value for money and increase customer satisfaction. The 
second is to improve the quality and safety of existing homes.

Overheads as a percentage of 
adjusted turnover in 2017/18 was 
15.2%. At the end of 2019/20 
it was 12.07%, which puts us in 
the first quartile compared to our 
peer group. 

Our total cost per property for 
housing management, which 
is inclusive of the overhead’s 
element, in 2017/18 was £575 
and in 2019/20 it had reduced 
to £479. Compared to our peers 
this puts us in the 1st quartile. 

Our total cost per property for 
responsive repairs and voids in 
2017/18 was £670. In 2019/20 
it was £786, which puts us in 
the first quartile compared to our 
peer group. 

To improve the value for money of our service 
for tenants we set a target in the Corporate 
Plan of reducing the housing management and 
maintenance services and our overheads. We 
use our annual report from HouseMark to track 
progress with this.

Objective: Provide the right 
services for our customers 
ensuring value for money and 
increase customer satisfaction

Landlord Service Delivery: we focus on the service 
outcomes that matter most to our customers and 
service users.

2019/20
12.07%

2019/20
£479

2019/20
£786

Whilst we are low cost for both housing management and maintenance, because of our lower satisfaction levels 
compared to our peer group, this places us in the low cost/low performance quadrant using our HouseMark 
results.
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What our customers say  
about our services

The overall satisfaction with 
our services, measured by 
STAR, was 78% in 2017 
and 80% in 2020. 

The net promoter score has 
increased from 24 in 2017 
to 28 in 2020. 

The satisfaction that our 
service charges offer value 
for money was 58% in 2017 
and 59% in 2020.

2020
80%

2020
28

2020
59%
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How we repair and maintain homes

It is in our interest to improve the quality and safety of existing homes. We have an 
in‑house Repairs Team who carry out day to day repairs to tenants’ homes, as well as a 
Team who concentrate on planned replacement and improvement works.

Day to day repairs

9344 responsive repairs 
over the year (9611 the 
previous year).

average of 18 days 
completion time (up  
from 11 last year).

Tenant satisfaction 
with responsive repairs 
has remained exactly 
the same as the 
previous year at 82%.

Due to Covid pandemic 
and lockdown restrictions, 
at some parts of the year 
only emergency repairs 
were carried out.

98% of our emergency 
repairs were done within 
the target 24 hours, an 
improvement on 94% 
the previous year.

82%

9344 18

98%

£2.5M

£2.5 million was spent 
on Reactive and Cyclical 
Repairs in 2020‑21. 



Lifts
£52,000
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Investing in our homes

Before deciding how we invest in our homes, it 
is important to understand our current position.

Our externally validated stock condition survey of 
2018 is supplemented by internal stock condition 
surveys. At the end of 2019/20 we had 73% of our 
stock with an up to date internal stock condition 
survey. At the end of 2020/21 this is 72%; this was 
hampered by our inability to access properties during 
the various lockdowns. We use this information to 
decide how we are going to invest in our homes.

In 2019/20 we spent £1.5M on investment works 
such as bathrooms, kitchens, windows and doors etc.

With the restrictions from Covid our planned 
investment was significantly reduced from our 
original plans, spending a total of £1.2M in 2020/21 

2020/21
£1.2M

21
Bathrooms 

for 
£37,000

235
Windows and 

doors
for

£364,000

119
Central heating 

systems 
for 

£361,000
8

Kitchens 
for 

£28,000

Roofs
£243,000
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Rakes and ladders

Rakes and Ladders are North Wales Housing’s in‑house grounds maintenance team. 

They are currently a team of 4 people, consisting of 
one Team Leader, three Operatives and an Apprentice.

They currently work on 145 sites across North Wales, 
from Wrexham, Abersoch, Llanrwst and Holyhead. 

The work carried out varies depending on the time of 
year. Over the summer they carry out works such as 
grass cutting, hedge trimming, weed killing, strimming 
and litter picking. 

Over the Winter, one half of the Team help out 
Maintenance, carrying out works such as guttering, jet 
washing, slabbing, fencing, gates, empty properties 
garden works, drain clearance and gate repairs etc. 
Winter works such as cutting back shrubs and hedges, 
tree pruning, weedkilling and litter picking.
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Provide more new homes and 
improve the quality and safety of 
existing homes

We are 100% compliant with the Welsh 
Housing Quality Standard. There were 141 
acceptable fails at the end of 2019/20 and 
221 at the end of 2020/21. 

We use SAP as a measure of the fuel 
efficiency of our homes. We set a target 
to reach an average of 75 by the end of 
March 2021. We have reached an average 
of 74, for the homes where we have an 
Energy Performance Certificate.
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Providing high quality housing that 
is affordable across North Wales
Providing affordable new homes across North Wales is very important to us.

In 2020 ‑ 2021 we provided 47 new affordable 
homes, 29 of which are in Anglesey and 18 in 
Denbighshire.

25 of these new homes were part of the Gerddi 
Canada development in Holyhead, a two‑phase 
development in partnership with Anglesey Council 
and Welsh Government. 

An ambitious new development programme was 
developed, supported by a re‑financing deal which 
improved the liquidity of the organisation, reduced 
interest costs, removed a number of restrictive 
covenants and raised new funds.

Annual efficiency targets are set to drive the best 
value we can for our customers. In 2019/20 we 
achieved £325K efficiency savings. The target for 
2020/21 was £580K. We achieved £853K (subject to 
year‑end accounts).
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Keeping our customers  
safe in their home
NWH take responsibility for safety in the home very seriously, and it is important to us 
that residents are able to live safely in their home.

We carry out a programme of work to ensure safety in the home, and regularly review 
our compliance figures. 

As of the end of March 2021, the compliance with our health and safety responsibilities 
are:

99.99% of gas  
appliances serviced

100% of water hygiene 
tests completed and  

follow up work

100% of asbestos  
re‑inspections completed

100% of fire risk 
assessments completed

100% of lift maintenance 
inspections carried out

98.8% of electrical periodic 
tests up to date (5 yearly)

99.99%

100% 100%

100%100%

98.8%
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Governance
Ensuring the highest standards of governance, 
leadership and risk management 
We are committed to achieving good governance at North Wales Housing and comply 
with Community Housing Cymru’s Code of Governance. The code is designed to 
help housing associations to develop good governance structures and to support 
continuous improvement. Our compliance with the Code is assessed annually, with the 
last assessment reported in January 2020. This showed a healthy governance position.

We have completed two independent reviews of 
governance since April 2018, the last one taking place 
in March 2020. Each year we refresh the Governance 
Improvement Plan and progress against the actions 
are regularly reported to Board during the year. 

We have completed six rounds of Board Member 
recruitment, with the last one being in August 2020, 
which resulted in the appointment of two new 
Board members to fill identified skills gaps. We also 
appointed a new Group Chair in January 2020 to lead 
and work with the Board and the Senior Leadership 
Team to develop and steer the strategic direction of 
North Wales Housing.

The Regulatory Assurance Plan tracks progress 
with the actions from our Compliance Statement. 
Progress with all five actions has been made; with 
three actions completed. Work was paused on two 
actions due to Covid‑19, but has now resumed or is 
scheduled to resume shortly. Only one action in the 
Plan was required as part of the feedback from our 
last Regulatory Judgement and this related to stress 
testing. The other actions were ones we decided 
to include around decarbonisation, compliance of 
performance and reporting systems, risks relevant to 
NWH, and Value for Money.

Following the approval of a robust Business Case, 
we introduced Board Member remuneration in April 
2020. A combination of external challenges, greater 
expectations and a more competitive market for Board 
members with future recruitment challenges, were 
the main drivers for this significant change to our 
operating environment.

Work to adapt our Model Rules was completed and 
was formally approved by our Shareholders in June 
2020. A partial amendment to the Rules was further 
agreed at our Annual General Meeting in September 
2020 which gives us the agility to hold virtual 
meetings.

During the year we reviewed and updated all our 
Board, Committee and Panel Terms of Reference 
and the role profiles for all our Chair, Vice Chair 
and member positions. We also reviewed a raft 
of governance policies, which included the Board 
Appraisal and Development Policy and the Board 
Member Selection and Recruitment Policy.

The Board, together with some of our Tenant 
members, took part in a variety of training and strategy 
days, with a workshop style event held to review North 
Wales Housing’s vision, mission, and values and to 
explore new corporate objectives. This initial work 
resulted in the production of a new Corporate Plan 
approved by the Board in January 2021. 

The past year has seen many improvements to the 
Strategic Risk and Assurance Mapping processes. 
Risk is an embedded practice which the Board and the 
Senior Leadership Team use to manage the business.
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GDPR compliance
North Wales Housing have a shared resource Data Protection Officer who oversees our 
journey towards GDPR compliance, supported by a GDPR working group.

The position statement of the Data Protection Officer 
at May 2020 concluded that we are approximately 
70% compliant with the requirements of GDPR and 
the Data Protection Act 2018, and that we have clear 
focus on the work that remains through an action plan 
overseen by the Finance & Resources Director.

The organisation has taken a significant leap forward 
in investing in Microsoft 365, providing extensive 
training and changing its file storage systems to a 
more secure, and accessible, environment.

The implementation of Microsoft 365 is now complete. 
Compliance has therefore increased to 85%; full 
compliance is expected by the end of September 2021.
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Financial Viability

We are financially viable in both the short and longer 
term, despite possible changes to the external 
environment. North Wales Housing continues to 
enjoy a strong financial position, in terms of operating 
profit, interest cover and liquidity. We have maintained 
this position during the pandemic through effective 
management of resources and by supporting tenants 
to access all the financial support available to them to 
keep them from falling in to arrears. 

We stress test our Business Plan every year to assess 
the potential impact of changes to our external 
environment. 

We continue to invest in our homes and fund the 
development of new homes. 

Our internal auditors have reported on the 
effectiveness of our control environment and note 
our excellent performance in implementing their audit 
recommendations.

We are a financially sound and 
viable business
In 2019 we completed a refinance exercise with 6 
key aims, 5 of which were achieved. We reduced the 
number of funders from 8 to 5 and the loan portfolio 
from 17 to 10. 

Our weighted average cost of capital has reduced from 
5.1% to 4.04%. 

Our interest cover headroom increased from 1.67 at 
the end of 2018/19 to 1.93 in 20/21.
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North Wales Housing isn’t just about 
bricks and mortar, it’s also about what 
we give back into the community. This 
is measured as ‘social value’. We have 
looked at our social value and created this 
fun infographic to show how we give back.



 

We have carried our fundraising activities virtually, 
varying from raffles, fantasy footballs, bingos and 
more. 

Around the World in 80 Days 
challenge 
Our biggest fundraiser started at the end of October 
‘20 as we launched an ‘Around the World in 80 days’ 
challenge, a wellbeing/fitness challenge for NWH staff 
and our families aiming to walk/cycle/run as far as we 
can around the world in 80 days, a target of 24,901 
miles. The good news is that we succeeded! It also 
meant we raised money for Awyr Las as well as help 
boost staff morale.
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Charity work
Our chosen charity for 2020 – 21 was Awyr Las, the local NHS charity. As we settled 
into life working from home, fundraising has been a bit more of a challenge, but that 
hasn’t stopped us.

We raised a total 
of £3,010 for 

Awyr Las.



15 NORTH WALES HOUSING l SELF EVALUATION 2020-21

Our people
How we value and develop our staff and create a 
great place to work
Our People are at the centre of everything we do. Our aim is to build and develop our 
relationship with staff by creating a great place to work and we have developed a 
People Strategy and Health and Wellbeing Policy to help achieve this.

We set a target to increase staff satisfaction over the 
life of the Corporate Plan. At the end of 2020/21  
90% were satisfied, compared to 86% for the previous 
year.

We have worked at improving internal communication 
and conduced a staff survey for the first time in July 
2020. 84% of staff felt communication was good, 
very good (26%) and fairly good (58%).
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Health and wellbeing
It is recognised that our staff are key to our success; happy people means a happy 
organisation. A successful Health and Wellbeing project group has seen more engagement 
with staff over the last year, with participation in competitions such as a pumpkin carving 
at Halloween and Best Christmas workspace in December. The group also helps promote 
awareness campaigns such as World cancer day or world stop smoking day, etc.

Chief Executive Helena Kirk signed 
the Time to Change pledge on 
Friday 2nd October, formalising our 
commitment to change the way we 
think and act about mental health 
at work.

As part of our ongoing commitment 
to this, we supported Time to Talk 
Day on Thursday 4th February 
2021, the day that the nation got 
talking about mental health. 

On the day the Health and 
Wellbeing group held virtual ‘Time 
to talk’ drop in sessions for staff, 
for no reason other than to have a 
chat. We were overwhelmed with 
the response, a number of people 
popped in to say hello, and enjoyed 
chatting to colleagues they may not 
have seen since the beginning of 
the pandemic. 

As part of our commitment to health and wellbeing, 39 Leaders, Health and Wellbeing 
champions and First Aiders have been provided ‘I‑Act Promoting positive mental health 
and wellbeing’ training. This course aims to support employees to improve their workplace 
wellbeing, and support others who may experience a mental health or wellbeing issue.

Each month we reward a member of staff with an Extra Mile Award, an employee award 
scheme where employees nominate a colleague who they think has gone the extra mile. 
This scheme highlights some great work by individuals throughout the organisation, work 
that otherwise would have gone unrecognised. Winners receive vouchers and a certificate 
of recognition each month. 

We are committed to providing opportunities and giving staff a voice in how the 
organisation is run. 

The Rising Stars programme is now in its third year, and 11 people have benefited from 
the programme so far. The programme gives members of staff the opportunity to get 
one to one mentoring/coaching, job shadowing, and involvement in projects across the 
organisation. 

Although this year’s programme was a little different due to restrictions, the 3 Rising Stars 
didn’t let that deter them and have all embraced the experience and implemented an 
improvement project of their own.
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Investment in great leadership
We realise that to be the great organisation we desire to be, we must 
have great leaders. That is why we are investing time and money in our 
Leadership Team to help and support them to become better leaders. As 
part of this all Line Managers are part of the Leadership Network, and 28 
Managers have also taken part in ASK Leadership Training.
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How we engage with our people 
and others to maximise outcomes 
for residents and communities
Due to the Covid pandemic, tenant participation wasn’t quite business as usual in 
2020‑21. Face to face consultations were put on hold, and we found a new way of 
engaging with our customers.

Resident meetings moved to online, supported by the 
NWH IT Team and Tenant Participation Co‑ordinator, 
training and support every step of the way. 

Both the Tenants and Communities Panel and the new 
Tenants Forum moved to online meetings. Our website 
and social media were also used to engage and 
consult with our customers. 

We consulted on the Tenant Portal and a proposed 
rent freeze in 2020‑21. Work has also progressed 
on consulting on the new Tenant and Participation 
Strategy. 

Partnership work on Y Wal project has continued, 
working with residents at Tre Cwm estate in Llandudno 
to develop an eye‑catching new mural to be placed 
on the boundary wall around the estate. Planning 
permission was granted in March ’21 for the mural, 
capturing many of the things most associated with 
Llandudno, including the Kashmiri goats. FEW Y WAL 
DESIGN PHOTOS

Tenant Forum member Bethan says: 

“Being part of the tenant’s forum gives us a voice – 
sometimes as a landlord North Wales Housing might 
have different priorities and systems that might 
overlook what we need, so our input helps develop 
the bigger picture. We are a group of tenants from 
different locations and a range of ages, feedback 
we give helps North Wales Housing see the effect on 
the tenant to develop a better tenant experience for 
others.”
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Putting the people who use our 
services at the heart of what we do
This year we have consulted with residents, Board members and staff on what they 
think our new vision should be. A number of suggestions were put forward, and the 
new vision will be launched in our new Corporate Plan. 

We have also been doing a lot of work around the promotion of our values with staff 
recently, helping embed them deeper within the organisation.
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Services that help people live the 
lives they want
North Wales Housing is an established supported housing provider in North Wales and 
has provided homes and services to vulnerable service users for over 20 years.

We provide over 300 supported housing units for 
vulnerable people including the homeless, people with 
drug and alcohol problems, mental health issues, ex‑
offenders, people with learning disabilities and young 
people leaving care. 

The good work continued through the pandemic, and 
the service continues to be delivered, albeit in a slightly 
different way. With offices closed, some worked from 
home, whilst others remained working in the hostels. 
PPE was provided and social distancing was adhered 
to. But the excellent level of support continued.

The Outreach and Resettlement team worked closely 
with Gwynedd Council at the beginning of the 
pandemic, working hard to make sure that all known 
rough sleepers in the Gwynedd area were off the 
streets and were housed in suitable accommodation. 
Some were more of a challenge than others, reluctant 
to leave the streets that they were used to. However, 
their hard work and determination paid off and the 
individuals agreed to move and settled well in their 
accommodation.

Financial inclusion support
A welfare and financial inclusion service is available to 
tenants. Usually referred to by the Rents or Housing 
team, the service helps those who may be struggling 
paying their rents or need advice on things such as 
benefits, grants or availability of services such as 
food banks and grants. At the beginning of the Covid 
pandemic the whole rents team took the opportunity 
to call residents, checking in on them and ask if 
they needed any additional support due to possible 
change in circumstances. They signposted people to 
financial support which may be available to them. This 
benefited residents, but also helped us as it helped 
control arrears.

Adaptations
Some homes may no longer be suitable for residents 
anymore, but they may not want to move, or there isn’t 
sufficient alternative accommodation. We therefore 
work closely with Occupational Therapists to get 
adaptations done to make the home suitable for 
them. In 2020‑21 we helped 30 people by installing 
adaptations in their homes. Other minor adaptations 
were also made as part of day to day repairs. 
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Older persons

We have 3 Extra Care schemes which enable 
residents to live independently in their own self‑
contained apartments, care and support is available 
on site if and when required.

Activities are planned in all our schemes, to help 
combat loneliness and encourage learning. Covid has 
had a massive impact on this age group, but the Older 
Persons team have gone above and beyond to help 
and support residents, carrying out activities remotely 
and keeping morale high.

We offer a number of affordable housing options for those aged over 55 across North 
Wales. These properties enable residents to live independently in an easy to manage 
home, leaving them free to enjoy life with the peace of mind that support is on hand 
when they need it.
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Continuing to serve our customers 
during unexpected events
You couldn’t get more unexpected than the coronavirus pandemic. NWH did our 
upmost to support tenants as much as we could during this challenging time.

One way we did this was by 
carrying out welfare calls to 
tenants, staff with capacity 
contacted them to check on their 
wellbeing and to help with their 
concerns, starting with the most 
vulnerable. 

We carried out 241 welfare calls 
by the end of June, as a result we 
helped tenants with their shopping, 
picking up prescriptions and help 
with electricity/gas meter top ups 
etc. 

Our Rents team also contacted 
tenants, offering their advice on 
any change in circumstances and 
financial support available to them. 

Residents at our Older Persons 
schemes were particularly affected 
by the first lockdown, as they were 
asked to self‑isolate for a long 
period. 

NWH supported residents in many 
ways, regularly providing them with 
newsletters, entertainment, special 
VE day celebrations and treats 
throughout. Meals were delivered 7 
days a week direct to their flat door 
by NWH staff, catering contractors 
and care staff while residents were 
unable to use the dining rooms due 
to social distancing. 

We continued to provide services 
such as repairs and housing 
management with the level 
of service determined by the 
restrictions at the time. Emergency 
repairs and gas servicing were 
carried out throughout, practicing 
social distancing and wearing 
relevant protective equipment.
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Looking ahead…  
What are we planning?

The Corporate Plan includes a detailed Delivery Plan, 
which is specific about our improvement projects and 
actions to help us achieve our strategic objectives. 

Performance will regularly be reviewed against the 
actions and shared with residents and the Board.

We have a new Corporate Plan 2021 to 2024, which details our intentions to customers, 
our people, our homes and our finances.

North Wales 
Housing  
Corporate Plan  
2021 to 2024




